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1. HEJIM U 3AJIAYY OCBOEHUSI JUCLIUIIIMHBI (MOLYJIST)

Hesab n3yyeHust ucuMIInHb: chopmuposath 3aaanasie OITOIT BO acnekTbl KOMIETEHIMHI.
3agauu M3y4eHUs AUCHUILIMHBI: cHOPMHUPOBATH 3aIJIAHUPOBAHHbBIE 00pa30BaTEIbHbIC PE3YJIbTAThI.
ObaacTb npogeccHoHANIBHOI T1eATeTbHOCTH

08 duHAHCH ¥ YKOHOMHUKA,

40 CxBo3HbIC BBl PO(ECCHOHATIBHO IESTEIHHOCTH B IPOMBIIICHHOCTH

2. MECTO JUCHMILTUHBI (MOAYJIsI) B CTPYKTYPE OBPA3OBATEJBbHOM ITPOTPAMMObI

Iuk (paszen) Ol |51.B

2.1|Tpe603amm K NMpeJBapUTeILHOI NOAr0TOBKE 00y4Yalomerocs:

Coaep)l(aHHe JUCIHUIIIMHBI 633preTC${ Ha MaTepuajic:

CepBucosorust

OCHOBHI MCHEPKMEHTA B CCPBHUCE

OCHOBBI 5KOHOMHYECKOM TCOpHU

2.2|Iucuunaunbl (MOAYJIH) U MPAKTHKH, IJ1 KOTOPHIX 0CBOEHHE JAHHOM TUCHUNINHDBI (MOXYJIsI) HE0OXO0HMO KaK
NpeAlecTBYOLIee:

MapkeTusr

YyeOHas npakTHKa (03HAKOMHTENIbHAS PAKTHKA)

3. KOMIIETEHL[Y OBYYAIOLIETOCSl, POPMUPYEMBIE B PE3YJIbTATE OCBOEHUS JUCLATIIAHBI
(MOZYJIS)

YK-5. CriocoGeH BOCIPUHUMATH MEKKY/IbTYPHOE Pa3HO0OOpa3ue 0011ecTBA B COMATBLHO-MCTOPHYECKOM, ITHYECKOM H
(¢uocodckomM KOHTEKCTAX

YK-5.1. HaxoauT u ucnosb3yeT He00X0AUMYIO JJIsl CAMOPA3BUTHSI H B3aUMO/AeiiCTBHUS € IPYTUMHU HH(OPMALHIO O
KYJbTYPHBIX 0COOEHHOCTSIX H TPAAMIUAX PA3JTHYHBIX CONMATBHBIX TPy

3HaeT: 0cOOEHHOCTU CEPBUCHOM JesaTenbHOCTH B Poccuiickoil denepanun u 3a pyoexoM; UCTOPUIO Pa3BUTHS CEPBUCA; OCHOBHBIE
TEHACHI[NH COCTOSHHSA M Pa3BUTHS pBIHKA ycIayr B Poccmiickoit ®eneparmy; 3apyOeKHBIH ONBIT OpraHM3amuy 3(hQeKTHBHOTO
(YHKIIMOHUPOBAHUS CEPBUCHON AESTENHbHOCTH.

YK-5.3. YMeeT ToJIepAHTHO H KOHCTPYKTHBHO B3aHMO/eHCTBOBATH C JIOAbMH € Y4eTOM MX COIMOKYJIBTYPHBIX 0COOEHHOCTei
B IeJISIX YCIEIHOr0 BINOJHEeHHUsI NPo¢eccHOHAIBHBIX 32124 ¥ YCHJIEHHUSI COIHATbHOI HHTerpanuu

BiasieeT: TEXHOIOIHEH IPOCKTHPOBAHMS CEPBUCHON JESTEIEHOCTH Ha OCHOBE PE3yNIBTaTOB H3YUCHHUsI OCOOCHHOCTEH KIIEHTOB.

IIK-5. CriocofeH k pa3pa6oTKe U COBEPIIEHCTBOBAHUIO CHCTEMbI KJIHEHTCKHX OTHOLIEHUH € Y4€TOM TPeOGOBAHMIA OTPeOUTE IS

[1K-5.1 IlppMeHsieT KJIMEHTOOPHEHTHPOBAHHBbIE TEXHOJIOTMH B CEPBHCHOI 1eSITeJILHOCTH

3HaeT: MOHATUE «yCIyra», KINacCU(HUKALUIO YCIIYT, CBOUCTBA YCIYT; OHITUE U CYIIHOCTh CEPBUCHOM AEATEIbHOCTH, BUJBI CEPBUCHON
JIeSITeTbHOCTH; CYIIHOCTh KIIMEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHI B CEPBUCHOM NIESITEIbHOCTH; MIOHATHUS «CEPBUC MPOIAXK», «CEPBHC
COTIPOBOKACHUS», U KBHYTPEHHUI CEPBUCH.

YMeeT: 000CHOBATH BEIOOD YCIYTH ¢ YYETOM MOTPEOHOCTEN KIMEHTA.

IIK-5.2 YuyacTByeT B pa3padoTKe CHCTeMbI KJIMEHTCKUX OTHOIIEHUIH

3HaeT: GOpMBI U METOJIbI OPraHNU3alUU 00CTYKUBaHHUS; TOKa3aTeIH 3P (HEKTUBHOCTH CEPBUCHON AESTENBHOCTH OPraHU3aLUHY;
COCTABIIAIOINIIE 3IEMEHTHI Ka9eCTBa 00CITyKHBAHUS KIHEHTOB; XapaKTEPUCTUKY OCHOBHBIX COCTABIIAIONINX KOHTAaKTHOI 30HEI;
IpaBuiIa 00CTY>KUBaHUs HOTPEOUTENICH B KOHTAaKTHOM 30HE, 0COOEHHOCTH OPraHU3allMU KOHTAKTHON 30HbI Ha NPENIPHUATUIX CepBUCa
B 3aBHCHMOCTH OT BHIA H THIIA YCIIYT.

VYmeer: paboTaTh B «KOHTaKTHOH 30HE» Kak cdepe pealn3allud CEpPBUCHOM [ESTENbHOCTH; B MOJEIBHOM CUTyalluu JaThb
KOHCYIBTAaIlHIO TI0 MPEJOCTaBIIEeMOH yCIyTe.

IIK-5.3 YyacTBYyeT B COBEpPIIEHCTBOBAHHH CHCTEMbI KJIMEHTCKUX OTHOIIEHUI

Ymeer: GopMynupoBaTh TpeOOBaHUS K COCTABIISIIOIIMM KOHTAKTHON 30HBI (PU3HYECKUM YCIIOBUSAM, KOMMYHHUKAaTHBHOM
KOMITETEHTHOCTH TIepCOHaa, MpodecCHOHANIN3MY IepcoHana); GopMyIMpoBaTh HANPaBICHHUs COBEPIICHCTBOBAHHUS CEPBUCHON
JIeSITeTIbHOCTH OpPraHU3allui B MOJCIIbHOM CUTYaIHH.

BrageeT: TEXHOJIOTHEH TPOSKTHPOBAHHUS KOHTAKTHON 30HBI HA MPEANIPUSITHH CEPBHCA.

4. CTPYKTYPA U COJAEPKAHUE JTUCIUIIJIMHBI (MOY JIS)

Kon HaumenoBaHue pa3iesioB U TeM /BUJA 3aHATUS/ Cemectp| YacoB | UnTepakT.
3aHSATHSI
Paznen 1. TeopeTnueckne M OpraHu3anMOHHbIe 0CHOBBI CEPBHCHOII 1eSITeJILHOCTH
1.1 IToHsiTHE ¥ CYIIHOCTH CEPBUCHOM AesTenbHOCTH /JIek/ 3 1 0
1.2 ITousiTue 1 cylmHOCTH CepBUCHON AestenbHocTH /I1p/ 3 1 0
1.3 TToHsITHE W CYNTHOCTH CEPBUCHON NesiTelbHOCTH /Cp/ 3 26 0
1.4 CepBHCHasI ACATEILHOCTH Kak GopMa yaoBJIETBOpeHus moTpedHOCcTeH /JIek/ 3 1 1
1.5 CepBHUCHAas AeATeIbHOCTh Kak (hopMa yIoBIeTBOpeHHs moTpedHocTei /IIp/ 3 1 0
1.6 CepBHCHasI ACATEIBHOCTH Kak GopMa yaoBIeTBopeHusl motpedHoctel /Cp/ 3 26 0
Paznen 2. Knaccupukanusi 1 XapakTepHCTHKA OCHOBHBIX BHAOB CEePBHCHBIX
yCJIyr
2.1 Knaccuduxkaims cepBUcHbIX yeuyr /Jlex/ 3 1 0
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2.2 Knaccuduxkarms cepuchsix ycuyr /Tlp/ 3 2 0
2.3 Knaccuduxkanms cepuchbix yeuyr /Cp/ 3 24 0
2.4 XapaKTepUCTHKa OCHOBHBIX BHJIOB CEPBHUCHBIX yciyT /JIek/ 3 1 0
2.5 XapakTepUCTHKa OCHOBHBIX BUJIOB CEpBUCHBIX ycuyr /TIp/ 3 2 0
2.6 XapaKkTepUCTHKA OCHOBHBIX BHJOB CEPBUCHBIX yciyr /Cp/ 3 24 0
Paznen 3. KauecTBo 1 moka3zarenu 3()¢eKTHBHOCTH CEPBHCHOM eI TeJHLHOCTH
31 KauecTBo cepBUCHBIX YcIyr. D¢ (hEKTUBHOCTh CEPBUCHON NEATEILHOCTH OpraHU3alK 3 1 1
/Jlex/
3.2 KauecTBo cepBucHbIX ycuyr /TIp/ 3 2 1
3.3 KauectBo cepBucHbix ycnyr /Cp/ 3 26 0
3.4 OddexkTHBHOCTH CEpBUCHOM NesiTeIbHOCTH opranu3anuu /I1p/ 3 2 1
3.5 Db PEeKTUBHOCTh CEPBUCHOM JIesITeIbHOCTY opranuzauu /Cp/ 3 24 0
Kypcosas pa6ora /Konc/ 3 4 0
Paznen 4. CoBpeMeHHOe COCTOSIHME U NEPCHEKTHBHbI PAa3BHTHSA CEePBHCHOIl
JesITeJTbHOCTH
4.1 OcCOOCHHOCTH — TIPEIIPUHUMATENILCKONH — cepBHCHOW  jaestenbHocTH. CepBHC U 3 1 1
UHTEHCUBHbIE TEXHOJIOTUH B CEPBUCHOM JesiTenbHocTy /JIex/
4.2 OcoOeHHOCTH — MpeaNpUHUMATEIbCKOH  cepBUCHOH  nedrenbHocTH. CepBUC U 3 2 0
WHTEHCHBHBIE TEXHOJIOTHH B CEPBUCHOM AesitenbsHoCcTH /TIp/
4.3 OcoOEHHOCTH ITPENPUHUMATEILCKON cepBUCHOM esTenbHocTH /Cp/ 3 22 0
4.4 CepBHC U HHTCHCUBHBIC TEXHOJOTHH B CEPBUCHOM esTensHocTH /Cp/ 3 22 0
5. OneHoYHbIe 1 MeTOANYECKHE MATEPHAJIBI IO JUCHHUILINHE (MOIY.TI0)
5.1. Conep:xanne ayIMTOPHOI padoThI MO TUCHUILINHE (MOIYJIIO)
3 cemecTp, 3 JIeKIMH, 6 NPAKTHYECKUX 3aHATUI]
Paznen 1. Teopernyeckne u opraHu3aiioOHHbIE OCHOBBI CEPBHCHOI eI TEJILHOCTH
Jlexuus Ne 1 (1 yac)
ITonsTHE M CYIITHOCTH CEPBUCHOM NESITENFHOCTH
Bomnpocs! u 3aganHust:
1. Coepa cepBuca: 0OCHOBHEBIE MOHATHS (CEPBUC, CEPBHUCHAS JEATENBLHOCTD, MOTPEOHOCTD, YCIyTa, )KU3HEHHBIH UK YCIIYTH,
o0CIIy>)KUBaHUE, KYJIbTypa CEpBUCA, KOHTAKTHAs 30Ha, KA4eCTBO OOCIIYy)KMBAaHUS U T.1.).
2. ITpUHIUIIEI COBPEMEHHOTO CEepBHCA.
3. Tumbs! ¥ BUJBI CEPBUCHOM JIESTENbHOCTH.
4. Ponb cepBHCHOI NESATENFHOCTH B COLMAIbHO-DKOHOMUYECKOH JKU3HH CTPAaHBl M COLMAIbHBIC MPEANOCBUIKA € Pa3BUTHSL.
CocrosiHME TOTPEOUTETHCKOTO PHIHKA YCIIYT.
5. Ipeanpustus, yapexaeHus cdepsl cepsrca B Poccni: 0cO06HHOCTH OpraHU3aliy | (YHKIIHOHUPOBaHHS.
IMpakruueckoe 3ansitue Ne 1 (1 gac)
[oHsTHE W CYNTHOCTH CEPBUCHOMN NIESITENILHOCTH
Bonpocs! u 3ananust:
1. Coepa cepBuca: 0OCHOBHBIE MOHATHS (CEPBUC, CEPBHUCHAS IEATENBHOCTD, MOTPEOHOCTD, YCIyTa, )KU3HEHHBIH UK YCITYTH,
00CIIy>KUBaHUE, KYIbTypa CEpPBUCA, KOHTAKTHAS 30Ha, KAYECTBO 0OCIYKUBAHUS U T.1L.).
2. TIprHUUIIBEI COBPEMEHHOTO CEepBHCa.
3. Twurel 1 BUIIbI CEPBUCHOM JI€ATENBHOCTH.
4. Ponb cepBHCHOM NESATENFHOCTH B COLMATBbHO-DKOHOMUYECKOH JKU3HH CTPAaHbl M COLMAIbHBIC MPEANOCBUIKA € Pa3BUTHSL.
CocrosiHME TOTPEOUTETHCKOTO PHIHKA YCIIYT.
5. Ipeanpustus, yapexaenus cdepsl cepsrca B Poccun: 0coOeHHOCTH OpraHu3aluy ¥ () yHKIIMOHUPOBAHHSL.
6. IlepeuncauTh OCHOBHBIE PaBUiIa OOCITYKUBAHUSI HOTpeOuUTeNneit
Jlextust Ne 1 (1 gac)
CepBUCHas AEATEIBHOCTD Kak (JOpMa yJOBIETBOPEHHUS IOTpeOHOCTEH
Bompocs! 1 3agaHus:
1. Knaccudukanus u xapakrepucTruka MoTpeOHOCTEH B yCIIyrax U CEpBUCHOM OOCTYKUBAHHH.
2. DopMBbI U METOABI OOCTY>KUBaHUS.
IMpakTuueckoe 3anstue Ne 1 (1 gac)
CepBHUCHasI AEATEIBHOCTD KaK (popMa yIOBIETBOPEHHUS MMOTPEOHOCTEH
Bomnpocs! 1 3ananus:
1. Knaccudukanus u xapakrepucTuka HoTpeOHOCTEH B yCIyrax 1 CEpBUCHOM OOCITY)KUBaHHH.
2. DopMBI U METOABI OOCTY>KUBaHUS.
3. Ha KoHKpeTHBIX MpuMepax MpoAEeMOHCTPHPOBATh, YTO CEPBUCHASI AEATEINBHOCTD BHICTYNAET (JOPMOH YIOBIETBOPEHHS
norpeOHOCTEH

Pazgen 2. Knaccugukanus 1 XapaKTepuCTHKA OCHOBHBIX BUAOB CEPBHCHBIX YCJIYyT
Jlexuus Ne 2 (1 yac)
Knaccugukanms cepBUCHBIX yCIIyT
Bompocs! u 3ananust:
1. Knaccugukanus BUI0OB yciyr.
2. Buabt 1 popMBI CEpBUCHON NESTEILHOCTH.
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[Mpaktuueckoe 3ausitue Ne 2 (2 yaca)
Krnaccuduxanus cepBUCHBIX YCIyTr
Bompocs! u 3aganmst:

1. Knaccuduxanuus BUIOB yCIIyT.
2. Buast 1 GopMbI CEpBUCHOM AEATEIBHOCTH.
3. Ha mpumepe KOHKPETHBIX OpraHu3aIuii chepsl YCIyT NePeUHCIUTh ACCOPTUMEHT OKa3bIBAEMbIX YCIYT M COOTHECTH UX C

KIacCH(UKANUSIMU BUIOB YCIYT
Jlexuus Ne 2 (1 yac)
XapaKkTepuCTHKa OCHOBHBIX BHJIOB CEPBUCHBIX YCIIYT
Bompocs! u 3apanmst:

1. MarepuanbHble YCIYTH: HOHSATHE «MaTepualbHasl yciyray, crnenr@uka MaTepHajbHBIX YCIYT, OCOOCHHOCTH CEpPBHCHOM
JeATeTbHOCTH.

2. XapaKTepucTHKa MaTepUalIbHBIX YCIYr: OBITOBBIE YCIYTH, >KWIMIIHO-KOMMYHAQJIBHBIE YCIYTH, YCIYTd OOIIECTBEHHOTO
IUTaHUS, YCIYTH TPAHCIIOPTA U T.1I.

3. ConuanbHO-KYJIBTYPHBIE YCIYTH: IOHSITHE «COLMOKYJIBTYpHAs yCIyray, Clielu(HrKa COUOKYIBTYPHBIX YCIYT, 0OCOOCHHOCTH
CEPBHCHOI IEATEIbHOCTH.

4, XapaKTepUCTHKA COUUOKYJIBTYPHBIX YCIIYT: YCIYTH KYJIbTYphl, Typu3Ma, 00pa3oBaHus U T.J.

IMpaktuueckoe 3ausitue Ne 3 (2 yaca)
XapaKTepUCTHKA OCHOBHBIX BHJIOB CEPBUCHBIX YCIIYT
Bompocs! u 3amanmst:

1. MarepuasnbHble YCIyTH: HOHSATHE «MaTepualibHasl yCiIyray, crnenr@uka MaTepHajbHBIX YCIYT, OCOOCHHOCTH CEpPBHCHOMN
JIeSITEbHOCTH.

2. XapaKTepucTHKa MaTepUaNIbHBIX YCIYr: OBITOBBIE YCIYTH, >KWIMIIHO-KOMMYHAQJIBHBIE YCIYTH, YCIYT'H OOILIECTBEHHOTO
MIUTAHUsA, YCIYT'H TPAHCIIOPTA U T.JI.

3. ConuanbHO-KYJIBTYPHBIEC YCIYTH: IOHSITHE «COLMOKYJIBTYpPHAs YCIIyTray, Clieu(HKa COLUOKYIBTYPHBIX YCIYT, OCOOCHHOCTH
CEpPBUCHOU AESATENBHOCTHU.

4, XapaKTepucTHKa COUUOKYJIBTYPHBIX YCIIYT: YCIYTH KYJIbTYphI, TYpU3Ma, 00Opa30BaHUs U T.1.

Pa3nen 3. KauecTBo u noka3zareu 3p(peKTHBHOCTH CepPBUCHOI e TeIbHOCTH
Jlexust Ne 3 (1 gac)
KauecTBo cepBUCHBIX yciyr. DG HEeKTHBHOCTh CEPBUCHOM JEATEILHOCTH OpraHU3aIN
Bomnpocs! u 3ananus:
1. KadecTBo cepBUCHBIX YCIyT: MOKa3aTeNy Ha3HAYCHUs, HaIEKHOCTH, 0€30MIaCHOCTH, 3CTETHIHOCTH, HHPOPMHUPOBATHBHOCTH,
COLIMAJIbHOM aJpEeCHOCTH U T.J.
OO6cnyxuBaHHe IOTpeOUTENEH B KOHTAKTHOW 30HE.
ITonsTre u BUIBI KOHTAKTHOHU 30HBI. OCHOBHBIE IIpaBHiIa 00CIY )KUBaHUS OTpeOUTENeH B KOHTAKTHOH 30HE.
Kynbrypa 00cmyxuBaHus U €€ COCTaBIISIONIME.
THnonoruy NPOaBIOB M OTPEOUTENCH YCITyTH.
Opranu3aiusi CEpBUCHOTO B3aUMOJICHCTBHSI. DTalbl CEPBUCHOTIO B3aUMOAEHCTBUSI.
TexHuKH 1 TPUEMBI MPOAAK.
IToxazatenu 3¢ (heKTUBHOCTU CEPBUCHOMN JICSTEIILHOCTH OPraHU3aLIH.
3apyOeKHbIH ONBIT 3P PEKTHBHOTO (PYHKIMOHUPOBAHUS CEPBHCHOMN NEATENHHOCTH OPTaHU3aIHH.
[Mpakruueckoe 3ausiTue Ne 4 (2 yaca)
KagecTBO cepBUCHBIX yCiIyT

CoNOMWN

Bomnpocs! u 3ananus:
1. KauecTBo CepBHCHBIX YCIIYT: OKa3aTeIH HA3HAUCHUS, HANEKHOCTH, O0€30MaCHOCTH, S3CTETHYHOCTH, HHPOPMHUPOBATHBHOCTH,
COLIMAJIbHON aAPECHOCTH U T.J.
O6cmyxuBaHNe TOTpeOuTeNeH B KOHTAKTHOI 30HE.
ITonsiTre 1 BUIBI KOHTAKTHOHU 30HBI. OCHOBHBIE IIpaBHiIa 00CIY )KUBaHUS MOTpeOUTENEH B KOHTAKTHOHN 30HE.
KynbTypa o6cnyXuBaHHUS U €€ COCTaBISIOIIHE.
Tunonoruu NpoaaBIOB U NOTPEOUTENCH YCITyTH.
OpraHu3aIys cepBUCHOTO B3aNMOICHCTBHS. DTaIbl CEPBUCHOTO B3aHMOJICHCTBHSL.
TexHUKH U MPUEMBI IPOJIaXK.
IIpeacTaBUTh >KU3HEHHBIH HUKI YCIYTU U OTPa3UTh €r0 OCOOEHHOCTH B NIPEANPUHUMATENbCKON IEITEIbHOCTU
IMpakTuueckoe 3ausTue Ne 5 (2 yaca)
D¢ eKTUBHOCTD CEPBUCHOIT NEATEIPHOCTH OPTaHU3AIIH

NGO MWN

Bomnpocs! 1 3ananus:

1. Ioka3zarenn 3 GpeKTUBHOCTH CEPBUCHOH AESATEIBHOCTH OPTaHM3aIHH.

2. 3apyOesKHbIH ONBIT 3PEKTHBHOTO QYHKIMOHHUPOBAHUS CEPBUCHOMN JICSITEILHOCTH OpraHU3aIHH.

3. Ha KOHKpeTHBIX IpHMepax OLEeHUTH 3(Q(EKTHBHOCTH CEPBUCHON JEATENBHOCTH (B T.4. M Ha IIPEMepax OpraHu3aiuii B cdepe
TypH3Ma)

Pa3znes 4. CoBpeMeHHOe COCTOSIHUE H NEPCIIEKTUBHbI PA3BUTHSI CEPBHCHOM 1esATeJIbHOCTH
Jlexuus Ne 3 (1 yac)
Oco0eHHOCTH NPeANPUHUMATENLCKONH CEPBUCHON AesATeNbHOCTH. CepBUC U MHTEHCUBHBIC TEXHOJIIOTHU B CEPBUCHOM JEATEIbHOCTH
Bomnpocs! u 3ananus:

1. Pa3BuTHE CEPBHCHON NEATEIEHOCTH.
2. Pa3BHTHE TOTHCTHYECKOTO CEPBHCA.
3. XapaKkTepUCTHKa PBIHKA YCIYT U (akTophl ero GOopMUPOBaHHSI.
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4, MapKeTHHTOBbIE, 3KOHOMUYECKUE U (PMHAHCOBBIC aCTIEKThI ()YHKIIMOHUPOBAHUS MPEINPUSTHI cepBrca B Poccuiickoii
®denepanun.

5. IepcnieKTHBHBIC HANIPABIICHHUS Pa3BUTHsI Cephl CepBUCA

6. Co3nanue HHPOPMALMOHHBIX OAHKOB U 0a3 TaHHBIX B 00JIaCTH NPUMEHEHUS! TEXHUKU M TEXHOJIOTHH B cepe yciyr.
7. WNHdopMaoHHbIe TEXHOJIOTHH B CEPBUCHOHN IESITEIBLHOCTH.

8 TexHOJI0THs NPOSKTUPOBAHUS CEPBUCHOMN EATEIILHOCTH B COOTBETCTBUU C OCOOEHHOCTSMH KJINEHTOB.

[Tpakruueckoe 3ansTue Ne 6 (2 yaca)

OCOOCHHOCTH MPEANPHHUMATEIHLCKONH CEPBUCHOMN AeATeNbHOCTH. CEpBHUC M MHTEHCHBHBIC TEXHOJIOTHH B CEPBUCHOM JICATEIILHOCTH

BOl'[pOCI)I U 3aJ1aHus:

1. PaszBuTHe cepBUCHOH A€ATETHHOCTH.
2. Pa3BuTHE TOrHCTHYECKOTO CepBHCa.
3. XapaKkTepUCTHKA PBIHKA YCIYT U (PaKTOPhI ero GopMUpOBaHUSI.
4, MapkeTHHroBbIe, 5)KOHOMHUYECKUE U (PHAHCOBBIE acTeKThl (YHKIMOHUPOBAHUS MPENIpUSTHHA cepBuca B Poccuiickoii
®denepannn.
5. [epcnekTUBHBIC HANIPaBIIEHUS Pa3BUTHS CEpPhI cCepBUCA
6. OTpa3uTh HOPMATUBHO-TIPABOBbIE ACIIEKThl CEPBUCHON IeATEIBHOCTU
7. Co3znanue nHPOPMALMOHHBIX OAHKOB U 0a3 JaHHBIX B 00JIaCTH NPUMEHEHUS TEXHUKU U TEXHOJIOTHH B cepe yciyr.
8. WHdopMaoHHbIe TEXHOJIOTHH B CEPBUCHOH NESITEIBHOCTH.
9. TexHOJI0THsl NPOCKTUPOBAHUS CEPBUCHOMN JICATEIILHOCTH B COOTBETCTBUU C OCOOEHHOCTSMH KJIMEHTOB.
10. OxapaxTepru3oBaTh HH()OPMAIOHHBIE TEXHOJOTHH CEPBUCHON JESTEIHHOCTH B TYPH3ME.
5.2. Conep:xanne caMOCTOATEIbLHON PaGoOThI MO AUCHHUIJIMHE (MOAYJIIO)
Copep:xkaHue 00s13aTeJIbHOI CaMOCTOSATeIbHON PA0OTHI 110 TMCHMILIINHE
Ne n/m TeMbl THCIMIITITHHBI Coaep:xaHue CaMOCTOSITEIbHOI PadoThI IIpoayKThI 1eSITEILHOCTH
1 Ilonsitue u cymHocTh | [loaroroBeTe pasBepHYTHIE OTBET Ha TEMY: IMucemenHas pabora
CEPBUCHOM NIESATEIBHOCTH «[Ipennpusituss  cdepsl ceppuca B Poccum:
2 CepBucHasi OeSITETbHOCTh Kak ocoOeHHOCTH OopraHu3auu n
dhopma yIOBIETBOPEHHS | (YHKIHOHUPOBAHUSD).
norpeoHoCcTel
3 Knaccugpukanuss ~ cepBucHbix | Mcnonb3yss — mepUONMYECKHME — M3JAHHUA | IMucemenHas pabora
ycayr WntepueTr-pecypcesl oXapakTepusynTe
4 XapaxkTepucTruKa OCHOBHBIX | 3apyOEXHBIH ONBIT OopraHuzauu 3GQGEeKTHBHOM
BHUJIOB CEPBUCHBIX YCIIYT CepBHCHOﬁ JOCATCIIBHOCTH Ha IIPUMEPE (CTpaHa
110 BEIOODY).
5 KauecTBo cepBHCHBIX yCiIyT Ha npumepe KOHQIUKTHOM CUTyallK B IPOLIECCe IMucemenHas pabora
6 D DHexTHBHOCTD CEPBUCHOMN | CEPBUCHOTO B3aNMOJICUCTBHS nanTe
JCATEJIbHOCTH OpraHu3anuu PCKOMEH/IAIMH 110 €€ Pa3pelIeHHIO.
7 OcobenHocTH Ha nmpumepe KOHKpPETHOTO BHIA  YCIYTH IMucemenHas padora
MPEANPHUHUMATETbCKON OXapakTepu3ylHTe WHTECHCUBHBIE TEXHOJOTHU
CEPBHUCHOH N1€ATENbHOCTH CEPBHCHOM NEATEIBHOCTH.
8 Cepauc u WHTEHCUBHbIE
TEXHOJIOTMM B  CEpBUCHOMU
JICSITEIIbHOCTH
Cojep:kaHue CAMOCTOSITETbHOI Pa6oThI MO AMCHUTIIMHE HA BHIOOP
Ne n/m TeMbl TUCHUTLINHBI Conep:xkaHue caMOCTOSITETbHOH padoThI I[IpoayKThI 1€ TeJILHOCTH
1 CepBHCHas IeATEIbHOCTD KaK Kakue MOTpeOHOCTH YZIOBJICTBOPSIOT IMucemenHas padora
(hopma yoBIETBOPEHUS NPEATPHUATHUS TOCTHHUYHOTO cepsuca?
nmoTpeOHOCTEH IIpuBenure 2 mpumepa moTpeOHOCTEH U
COOTBETCTBYIOIIME UM YCJIYTH TOCTHHHUYHOTO
cepBuca.
2 XapaKTepucTHKa OCHOBHBIX 3amonHuTe TAOIMLY: IMucemenHas padora
BUJIOB CEPBHUCHBIX YCIIyT Bun XapakTepucTuka
yCIyru
3 KauecTBo cepBHUCHBIX yciyT Onwumure 0COOEHHOCTH CEpBUCHOTO IMucemenHas pabora
B3aMMOJICUCTBUS B IpOLIECCe JINYHON MPOIaku
YCIYTH.
4 CepBHC 1 HHTCHCHBHBIC Kak paccuutbiBaeTcss NpUOBUIL OT OKa3aHHS IMucemenHas pabora
TEXHOJIOTHH B CEPBHCHOM YCIYT'H U €€ U3MEHEHHUE 32 CUET U3MCHEHHUS LICH,
JIeSITEIIbHOCTH 00bEeMa OKa3bIBAEMBIX YCIYT, CHIKEHHUS 3aTpaT?
5.3.00pa3oBaTesibHBbIE TEXHOJIOTHH
Ilpu  opraHm3anuu  W3y4eHHs  JUCHMIUIMHBL ~ OyAyT  HCIONB30BaHBl  ciefyroue  00pa3oBaTelbHbIE  TEXHOJIOTHH:

MH()OPMAIIIOHHO-KOMMYHHKAIIMOHHBIE ~ TEXHOJOTHM, TEXHOJIOTMS OPTaHM3allMd  CaMOCTOSNTEIbHOH  paboThl, TEXHOJOTHUS
pedIeKCHBHOTO 00y9IeHHs, TEXHOJIOTUS MOIYJIFHOTO 00YUeHUs, TEXHOJIOTHS HTPOBOTO 00YUCHHUS, TEXHOJIOTHHU IPYIIIIOBOH JUCKYCCHH,
VHTCPAKTUBHBIC TEXHOJOTHM, TEXHOJIOTHS MpPOONEMHOro o0OydeHHs, TEXHOJIOTHS OpraHM3aliyd Y4eOHO-HCCIIe0BATEIbCKON
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JACATCIBHOCTH, TCXHOJIOTHA IPOCKTHOT'O 06yqu1/m, TCXHOJIOTH S PA3BUTHUA KPUTUYCCKOT'O MBIIJICHNS.

5.4. Texyumii KOHTPO.1b, IPOME:KYTOUYHbII KOHTPO./1b U IPOMEKYTOUHAS aTTeCTALHsI

BannsHO-peiiTuHTOBast KapTa AUCHUILIMHBL 0OPMIICHA KaK MPHIOXKeHre K paboueil mporpaMMe TUCIUIUINHBL.
@®oHJ OLEHOYHBIX CPEACTB Ul MPOBEICHUS MPOMEXKYTOYHOW aTTecTaluy OO0YYaIOIIUXCs MO AUCLHUILIMHE O(QOpPMIIEH OTIEeIbHBIM
JIOKYMEHTOM.

6. YHEBHO-METO/JNMYECKOE H THOOPMAIIMOHHOE OBECIIEYEHWE

Jlara oOpaieHus K 3J1eKTPOHHBIM y4eOHBIM U3JJaHUSM, JJIEKTPOHHBIM 00pa30BaTeNIbHBIM pecypcaM, COBPEMEHHBIM 0a3aM JaHHBIX U
MH()OPMAIIOHHBIM CIPaBOYHBIM CHCTEMaM COBNAAET C IATOH yTBep)KAEeHHs paboyel MporpaMmbl

6.1. PekomeHyeMasi quTepaTypa

6.1.1. OcHoBHas auTEpaTypa

ABTOpEIL, 3arnaBue, CChLIKA Ha 3JIEKTPOHHYIO OUOIHOTEUHYIO W3natenscTBo, roj
COCTaBHTENH CHCTEMY
JI1.1 |Oxoruna H. M. CepBuCHas AEATEIBHOCTD : yueOHOe nocobue Homkap-Omna : IToBomkckuii

https://biblioclub.ru/index.php?page=book&id=459497 |rocymapCTBEHHBINH TEXHOIOTHUCCKUI
yHUBepcurer, 2016

6.1.2. JlomoJIHHTeJIbHAS THTEpaTypa

ABTODHI, 3aryiaBue, CChUIKA Ha AJICKTPOHHYIO OHOIHOTEYHYIO W3narensctBO, TOX
COCTABUTENHU CUCTEMY
JI2.1 |T.H. Kocttouenko, |Opranuzanus u TJIAHUPOBAHHE nesitenbHocTH |CTaBpomnons : CekBoits, 2017
H.1O. Epmaxkosa, IpeANpUsITHii cepBuca : yueOHOoe Tocodue
10.B. Open https://biblioclub.ru/index.php?page=book&id=485037
6.2 Tlepeyens MPOrpaMMHOTO o0ecedYeHnst
- Acrobat reader DC
- Dr.Web Desktop security, Dr.Web Server security
- GIMP

- Moti oduc, cepBucs Aunexc 360 mist oOpazoBanus (mouta, Aunexc Juck, Aunexc Tenemoct, AHaexkc nokymeHTsl, Kanenaaps)
- MHoroyHKIMOHAIBHBIN cepBrc oOMeHa nHpopmarnmeii Max
- Apxusarop 7-Zip
- bpaysep Annekc 1 opranuzanui
6.3 Ilepeuens HHGPOPMANMOHHBIX CIPABOYHBIX CHCTEM, TPO¢ecCHOHATBHBIX 023 JAHHBIX
- OBC «VHuBepcuTeTcKas OMOINOTEKA OHIIANHY
- ba3el manseIx Springer eBooks
- 1C:MUTC [TPO® BY3
- CIIC «I"APAHT-Ananutux»
- CIIC «Koncynprant-Ilmtocy

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE JUCIUIIJIMHBI (MOAYJIST)

7.1|HanmMeHOBaHHE CIIEIMAIBHOTO MOMENICHUS: MOMENIeHHEe ISl CaMOCTOSTENBHOW paboThl, YntanbHbi 3a51. OCHAIIEHHOCTB:
[MK-4mt. ¢ BO3MOXHOCTBIO MOAKIOUEHHss K ceth «lHTepHeT» u o0ecrieyeHHEM JOCTyNa B JJIEKTPOHHYIO
nHpOpMaIMoHHO-00pasoBarenbhyto cpeny CI'CITY, IMucbMenHslit cton-4 mr., [Tapra-2 wir.

7.2|HaumeHOBaHHE CHEUATBLHOTO TOMELICHUS: ydeOHasi ayAuTOpHs Ul MPOBEICHHs JCKIMOHHBIX 3aHATHUH, MPAaKTHYECKUX
3aHATHH, KypCOBOTO INPOEKTUPOBaHHs (BBIOJHEHMS KYPCOBBIX padoT), TPYNIOBBIX KOHCYJIbTALWH, HHIHBUIYaTbHBIX
KOHCYJIbTAlluH, TEKYLIero KOHTPOJS, IPOMEXKYTOUHOW arrectanuu, YueOHas aymuropus. OcHaleHHOCTh: MenoBas
nocka- 1., KoMmmekt yaeOHoH Mebenn, HOyTOYK, IPOEKIIMOHHOE 000pyHoBaHNEe (MYIbTHUMEAUHHBINA IIPOSKTOP M DKPaH).

8. METOAUYECKHE YKA3AHMSA 110 OCBOEHHIO JUCIUITIJIMHBI (MOAYJIS)

Pabota HaJ TEOPETHYECKUM MaTEePHAIOM MPOUCXOIHUT KPAaTKO, CXeMaTUYHO, TTOCIIEJOBATENbHO (PMKCUPYIOTCSI OCHOBHBIE TIOJIOMKECHUS,
BBIBO/IBI, ()OPMYJIHUPOBKH, OOOOIICHHUS; TOMEYAaTh BAXKHBIC MBICIIH, BBIACISATH KJIFOUEBBIC CJIOBA, TEPMHHBL [IpoBepka TEPMHHOB,
MOHATHHA C TOMOIIBIO SHIMKIONENNH, CIIOBapel, CIIPaBOYHUKOB C BBIITUCHIBAHWEM TOJKOBaHUI B TeTpaib. OO03HAYUTH BOMIPOCHI,
TEPMHUHBI, MaTEepPUal, KOTOPBIA BBI3BIBAET TPYIHOCTH, TIOMETHUTh M ITOMBITATHCS HAWTH OTBET B PEKOMEHIyeMol nureparype. Eciu
CaMOCTOSITETIbHO HE YAAeTCs pa300parhcs B MaTepHalie, HeoOX0IMMO ChOPMYITUPOBAThH BOIIPOC U 331aTh MPEIOIABATEIIO.
TIpopaboTka paboueit mporpaMMbl AUCHHUILTHHBL, YA 0c000€ BHUMAHHE IENISM U 3a1a4aM, CTPYKTYPE U COJICPIKaAHUIO
JTUCHUIUTMHBL. KOHCIEKTHpOBaHHE WCTOYHHUKOB, IMOJTOTOBKA OTBETOB K KOHTPOJILHBIM BOMPOCAM, TMPOCMOTP PEKOMEHAYEMOW
JHUTEPATyphl, padoTa ¢ MHHOPMAIIMOHHBIMH HCTOYHHKAMH B pa3HBIX opMarax.

Taxoke B rporecce M3y4eHHUs TUCIUIUIMHBI METOTUYECKUE PEKOMEH IAIIMU MOTYT OBITh W3JJaHbI OT/ICJIbHBIM JIOKYMEHTOM.
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[Ipunoxenue
BaibHO-peHTHHTOBAs KapTa AUCHUILTHHBI « CepBUCHAS JCATSIBHOCTDY
Kypc 2 Cemectp 3
Bun xontposns MunumansHoe MaxkcumansHoe
KOJIMYECTBO OaJLIIOB KOJIMYeCTBO 0ayuIoB
HaumeHnoBanne pa3nena: «TeopeTnueckne H OpraHN3anHOHHBIE OCHOBBI CEPBHCHOI IeATETLHOCTH
Tekymuuii KOHTPOJIb 10 pa3feny: 2 10
1 AynutopHas pabota 0 4
2 CamocrosrenbHas paboTa (crnenuanbHble 00s3aTeNbHbIe (POPMBI) 2 4
3 CamocrostenpHas pabota (crennaabHbie GOpMBI Ha BEIOOD) 0 2
KoHTposbHOE MEpOTIPHUSITHE 110 pa3ieity 9 15
IIpomesKkyTOUHBII KOHTPOJIb 11 25
HanmeHoBanue pa3neia: «Kiaccndukanms u XapaKTepHCTHKA OCHOBHBIX BHIOB CEPBHCHBIX YCJIYI»
Texymuii KOHTPOJIb 1O pa3feny: 2 10
1 AynutopHas pabota 0 4
2 CamocrosTenbHast paboTa (crenuaibHble 00s13aTenbHbIe (OPMBI) 2 4
3 CamocrosTenbHas paboTa (crenuanbHbie GopMbI Ha BEIOOD) 0 2
KoHTposbHOE MEPOTIPHUSITHE 10 pa3ieity 9 15
IIpomesxkyTOUHBII KOHTPOJIb 11 25
HaumeHoBaHue pa3nena: «KadecTBo n moka3artesm 3¢ppeKTHBHOCTH CEPBHCHOM 1eSITeIbHOCTH»
Texymmii KOHTPOJIb TI0 M pa3jieny: 1 10
1 AynutopHas pabora 0 4
2 CamocrosTenbHast pabora (crienuaibHble 00si3aTeIbHbIe (HOPMBI) 1 2
3 CamocrosTenbHas paboTa (crenuanbHbie GopMbl Ha BEIOOP) 0 2
KoHTponsHOE MeponpusiTie 1Mo pa3aeny 9 15
TIpoMexyTOYHBII KOHTPOJIb 10 25
HaunmenoBaHue pa3nena: «CoBpeMeHHOe COCTOSIHUE H MEPCNEKTHBBI PA3BUTHS CEPBHCHOI AesITEILHOCTH»
Texymuii KOHTPOIIb TIO pa3Aeny: 1 10
1 AynutopHas pabora 0 4
2 CamocrosTenbHast paboTa (CrenuaibHble 00s13aTenbHbIe (OPMBI) 1 2
3 CamocrosTenbHas paboTa (crenuaabHbie GOpMBI Ha BEIOOD) 0 4
KoHTposbHOE MEPONPHATHE 110 pa3ieny 9 15
TIpoMexyTOYHBII KOHTPOJIb 10 25
Ok3ameH ([IpubaBka K pe3yIbTaTy HPOMEKYTOYHOI'O KOHTPOJISL HE MOXKET ObITh Oosiee 15 GamoB) 56 100
CeMecTpOBbIH PEHTHHT N0 AUCIUIIIIMHE (MTOTOBBIH KOHTPOJIB) 56 100
Buabl KOHTPOIISt [epeueHp WM IPUMEPHI 3aJaHUH, KPUTEPHU OLIEHKH U Tembl Uit ©3yUeHUS 1 00pa30BaTeNIbHbIEC Pe3yIbTaThI

KOJIMYECTBO 0AJIOB

TeKy[l_[l/Iﬁ KOHTPOJIb 110 pasaejnay «TeopeTW{ecm/Ie 1 OPraHUu3alluOHHBbIC OCHOBBI ceancnoifl JECATCJIBHOCTH

1 | AyauropHas pabora OreHuBaeTCs KOJIMYECTBO MPABUIIBHBIX OTBETOB 00y4aronierocs | [ToHSATHE U CYIIHOCTh CEPBUCHOM ACATEILHOCTH
Ha  3aHaTud  (BKJIIOYAs  JONOJHMTENbHbIE  Bompockl, | CepBHCHAs AEATENbHOCTh Kak opMa yaoBIETBOPEHUs TOTpeOHOCTEH
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MOCTABJICHHBIC B ITPOIIECCE 3aHATHS)

2 Ganna

® [IOJIHBI, JIOTUYHBINH OTBET HA MPAKTHYECKOM 3aHSATHH T10
OJTHOMY U3 BOIPOCOB, H3JI0’KECHHBIC 3aKOHOMEPHOCTH
WUTIOCTPUPOBAHBI IPUMEPAMH U3 CEPBUCHOM JICITEIBHOCTH;

® BBINOJNHEHBI BCE  3aJaHUsl  OPAKTUYECKON  paboThl,
MIPOAEMOHCTPUPOBAHEI OTIEPAIMH TIOHUMAaHHSI, AaHAJIN3a, OLICHKH,
MIPUMEHEHHUSI, BBIBOJIBI OTPaXaroT TEOpeTHIECKHE
3aKOHOMEPHOCTH.

1 6amn

e OTBET Ha TMPAKTUYECKOM 3aHSATHH  CTPYKTYPHUPOBaH,
W3JI0KEHBl OCHOBHBIE 3aKOHOMEPHOCTH  (JIOTIOJIHEHHE 10
BOIPOCAM MPAKTHYECKOTO 3aHSTHS);

® BBINOJNHEHBI  BCE  3aJaHUss  MPAKTUYECKOH  paboTsl,
MIPOAEMOHCTPUPOBAHBI OTIepAIMU TIOHUMAHHS, aHAJIH3A.

2 | CamocrostenbHas pabora (00s3arenbHble POPMBI)

IToAroToBbTe pa3BepHYTHI OTBET Ha Temy: «lIpeanpusTus
chepsl cepBuca B Poccuu: OCOOCHHOCTH OpraHH3allUd H
(GYHKIIMOHUPOBAHHUS.

Kpurepun onenkn:

1. Jana xapakTtepuctuka cdepe cepuca — 1 dam.

2. TlepeuwncrieHbl OCHOBHBIC HaTIpaBlicHHE B cepe yciayr B PO —
1 6amn.

3. Tlepeuncrensl opranuzanuu cepsl YCIyT ¢ yKa3aHHEM HX
BUIOB — 1 Oam.

4. TlokazaHbl  OTJIMYHUTENBHBIE OCOOEHHOCTH  CEPBHUCHOU
neatenbHocTH B PO B cpaBHeHHH C 3apyOexHOH npakTukoil — 1
Oa.

O0pazoBaTenbHBIE PE3YIIBTATHI:

3HaeT: OCOOSHHOCTM CEpBHCHOW JearensHOCTH B Poccuiickoit
@enepann U 3a pyOeXOM; UCTOPHIO PAa3BUTHS CEPBHCA; OCHOBHBIE
TCHJCHIIMU COCTOSHHS M Ppa3BUTHs pbIHKa ycuyr B Poccuiickoit
Odenepanyu;  3apyOCKHBI  ONBIT  OpraHu3aiu  SPEHEKTHBHOTO
(YHKIIMOHUPOBAHHS CEPBUCHOM JEATENHEHOCTH.

Bnageer: TexHomornei mpoeKTUPOBAHUS CEPBUCHON AESITETLHOCTH HA
OCHOBE PE3yJbTATOB U3YYCHUSI 0COOCHHOCTEH KIMEHTOB.

3HaeT: MOHATHE «yCIyra», KIacCH()UKaIMIO YCIYyr, CBOMCTBA YCIIYT;
MOHSTHE M CYIIHOCTh CEPBHCHON JCATEIBHOCTH, BHJBI CEPBUCHOU
JEATeNbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJOTHH B
CEpPBHUCHOM JICATENbHOCTH; TOHITHS «CEPBUC MPOJAXK», «CEPBHUC
CONPOBOK/ICHHS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3Haer: (HOPMBI U METOABI OpPTaHM3AIMU OOCITYKHBAHUS; MOKa3aTeln
3 PEKTHBHOCTH CEepPBUCHOI JIeSTSILHOCTH OpraHH3allvy;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIHEHTOB,
XapaKTePUCTHKY OCHOBHBIX COCTABJISAIOIINX KOHTAaKTHOH 30HBI;
mpaBmia OOCHyXHMBaHHs MOTpeOuTenell B KOHTAKTHOM  30HE,
O0COOCHHOCTH OpraHM3allMd KOHTAKTHOH 30HBI Ha MPEANPHUITHIX
CepBHCa B 3aBHCUMOCTH OT BHJa U THIIA YCIIYT.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaiiu
CepBHCHOI  JEATENBHOCTH; B  MOJACNBHOH  CHTyallMud  JaTh
KOHCYJIBTALHIO 110 IPE0CTaBIIEMON yCiyre.

Ymeer: GopMynmupoBaTh TPeOOBaHUS K COCTABIISIOIINM KOHTAaKTHOW
30HbI ((PU3UUECKUM YCIOBHSAM, KOMMYHHMKATHBHOH KOMIETEHTHOCTH
nepcoHana, NpodecCHOHATM3MYy  IepcoHana);  (OpMyIHPOBATh
HalpaBIeHUs  COBEPIICHCTBOBAHHWS  CEPBUCHOW  JESATENHFHOCTH
OpraHM3alMy B MOJIEIbHON CUTYallUH.

Brnageer: TexHOJNOTHEH TNPOEKTUPOBaHHMs KOHTAKTHOM 30HBI Ha
IPEANPUIATHH CEPBHCA.

3 | CamocrostenbHas pabota (Ha BBIOOD)

Kaxkwe HOTPeOHOCTH YIOBIETBOPSIOT TpeIPUATUSL
rocTUHHYHOTO cepBuca? IIpuBeaunTte 2 npuMepa notpedHOCTEH 1
COOTBETCTBYIOLIME UM YCIIyI' FOCTUHUYHOrO cepBuca. Kaxapiit
npumep — 1 Gas.

3HaeT: MOHATHE «YCIyra», KIacCH(MHUKAIMIO YCIyTr, CBOWCTBA YCIYT;
IMOHATHUEC U CYHIHOCTHb CCpBHCHOpI JACATCIIBHOCTH, BHJbI CepBHCHOﬁ
JEATENbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJIOTHI B
CEpPBHCHOM JIEATEIBHOCTH; MOHITHS «CEPBUC MPOJIAXK», «CEPBHUC
CONPOBOKICHHUS», U «BHYTPEHHHI CEPBUCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4ETOM NOTPEOHOCTEH KIIMEHTA.

KontponsHOE MeponpusTre 1o pazneny — 9-15 damios

1) 3amaHuMe Ha  BOCHpPOM3BEIEHHE: HAa  HM3JIOKEHHE
TEOPETUYECKOro BOIpoca (OLIEHUBAKOTCS: MojiHOTa (3 Oaa),
Hanmuue npuMmepoB (3 Oamra); MaKCHMalTbHOE KOJIUYECTBO
6as10B - 6)

[pumep 3amanus:

Hanumwure passBepHyTbhlii oTBeT mo Teme «Ponb cepBHUCHOH

Ilepedens TeM ISt BOCTIPOU3BEICHHUS:

Cdepa cepBuca: OCHOBHBIC TIOHATHS

Ponb cepBHCHON AesTEN,HOCTH B COIMATHHO-IKOHOMUYECKON JKU3HU
CTpaHbI M COLUATIbHBIC MTPENOCHUIKH €€ pa3BUTHUS

OpraHu3aiuoHHbIE OCHOBEI CEPBUCHOU JESITETHHOCTH

Tuns! ¥ BUABI CEpBUCHON JESITEILHOCTH
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

JIeSITeNIbHOCTH B COLIMANIEHO-?KOHOMUYECKOM )KU3HU CTPAHbD»
Kpurepun onenkn:

Kpurepuit bamsl
MIOJTHOTA H3JI0KEH H3JI0KEH
HOJHOCTBIO [IPEUMYLIECTBEHHO
3 Gama 2 Ganna
MPUMEPBI 3 npumepa 2 npumepa
WITIOCTPUPYIOT WLTIOCTPUPYET
TEOPEeTHYECKUE TEOpEeTHIECKHE
3aKOHOMEpPHOCTU | 3aKOHOMEPHOCTHU
3 Gamna 2 Ganna
2) 3amaHWe Ha T[OHUMaHWe: Ha BIAJCHUE IOHATHAMH
(ycraHoBIeHHE B3aUMOCBS3U MEXY MOHATHAMH);
MaKCHMaJIbHOE KOJINIECTBO OaiioB — 9.
IIpumep 3aganus:
Packpoiite B3aMMOCBSI3b TIOHATHHA «CEPBUCY», «CEpPBUCHAS

JeATEIILHOCTEY, KKYJIBTYypa CePBHCHON JIEITEIBHOCTI».
Kpurepun onenku:

1.  Jlano nmonHoe onpeneneHue 1-ro nonsarus — 1 Gamr.

2. Tloka3aHa B3aMMOCBS3b MEXAy 2-MS TOHATHAMH — 2
Oanna.

CocTosiHHE MOTPEOUTETHCKOTO PHIHKA YCIIYT
Ilepconan: mpaBwia W OpraHu3anus OOCITY)XKHMBaHHs NOTpeOHTEeNeH

yeayr

Knaccudukarnms mnorpeOHOCTEH B yciayrax M B CEPBHUCHOM
00CITy>)KUBaHUN

IlonsTust:

«cepBHCY, «cdepa cepBHCaA», «CEPBHCHAS NESATENBHOCTY, «KYIbTypa
CEPBHCHOI NeSATSTbHOCTI, «ycayray, «00CITy)KUBaHUEY,
«PEIOCTABIICHUE YCIYTH», «3aKa3 Ha YCIYTy», «HHIYCTPHS Chepbl
cepBuca», «HHOpacTpyKTypa chepsl CepBHCA»,  «IIEPCOHAIY,

«JIMYHOCTHBIM TIOTEHIMAJ COTPYIHHKA CEPBHUCHOM OpraHM3allum»,
«COLMaJIbHAS TPYIINAY, KIIOTPEOUTENINY, KOPraHU3alHsl CEpPBUCA»

Texkyumii KOHTPoJIb N0 pa3aeiy «Kaaccupukanus U xapakre

HCTUKA OCHOBHBIX BU/I0B CEPBUCHBIX YCJIYI»

1 | Aymuropnas pabota

OI.[eHI/IBaeTCSI KOJIMYCCTBO MPAaBUJIbHBIX OTBETOB 06yqa101_ueroc;l

Ha 3aHATUHU (BKH}O‘iaﬂ JOIIOJIHUTCIIbHBIC BOHpOCLI,
ITOCTaBJIEHHBIE B MTPOLIECCE 3AHATHS)

2 Gamna

° TOJTHBIM, JIOTUYHBIN OTBET Ha MPAKTHYECKOM 3aHITHH

o0 OJHOMY U3 BOIPOCOB, MH3JIOKCHHBIC 3aKOHOMEPHOCTHU
WITIOCTPUPOBAHBI IIPUMEPAMU U3 CepBHCHOﬁ JACATCIIbHOCTH,

° BBITMOJIHEHBI BCE 3aJlaHHsl TMPAKTHYECKOH paboThl,
NPOJIEMOHCTPUPOBAHBI ONIEpAIIMY TOHUMAHHUS, AaHAJIN3a, OLICHKH,
MIPUMEHEHUS, BBIBOJIBI OTpaKaroT TEOPETUYECKUE
3aKOHOMEPHOCTH.

1 6amn

. OTBET Ha NPAKTHYECKOM 3aHSATHU CTPYKTYpPHPOBaH,
WM3II0)KEHBI OCHOBHBIE 3aKOHOMEPHOCTH  ([OTIOJIHEHWE 10
BOIPOCAM MPAKTHIECKOTO 3aHATHA);

BBITTOTHEHBI BCE 3a1aHNAS MPAKTUICCKOM paboThI,

NIPOJIEMOHCTPUPOBAHBI ONEPALMU TIOHUMAHUS, AaHAIHU34.

2 | CamocrosrtenbHas paborta (00s3arenbHbie POPMBI)

Hcnons3ys nepuonuueckue wusganus u VHTepHET-pecypcbl
OXapakrepusyiire 3apyOeKHbIH OIIBIT OpraHu3anuu
3¢ GEeKTHUBHOM CEpPBUCHOM ACATEIILHOCTH Ha pUMepe (CTpaHa 1o

Knaccupukanus CepBUCHBIX YCIyT
XapakTeprucTHKa OCHOBHBIX BUJIOB CEPBUCHBIX YCIIYT

OO0pazoBaTenbHbIE PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JIeATENLHOCTH B Poccuiickoit
Oenepanuy U 3a pyOekKOM; HUCTOPUIO Pa3BUTHs CEPBHCA; OCHOBHBIC
TEHACHIINY COCTOSHHSI W pa3BUTUSI pBIHKAa ycruyr B Poccwmiickoit
@enepanuu;  3apyOeXHBIH  ONBIT  opraHusanu  3ddexTuBHOrO
(YHKIMOHUPOBAHHUS CEPBUCHOM JICATEIIbHOCTH.

Bnageer: TexHonmoruei mpoeKTUPOBaHUS CEPBUCHOM AESITEIbHOCTH HA
OCHOBE Pe3yJIbTaTOB M3y4eHUsI 0COOEHHOCTEH KIIMEHTOB.

3HaeT: MOHATHE YCIIYyray, KIaCCU(QHKALUIO YCIYT, CBOWCTBA YCIYT;
TIOHATHE W CYIIHOCTh CEPBUCHOHN JESATEILHOCTH, BHUIBI CEPBUCHOMN
JESITEIbHOCTH; CYIIHOCTh KIMEHTOOPUCHTUPOBAHHBIX TEXHOJIOTHI B
CEPBHUCHOHN JEATEIbHOCTH; TOHATUS «CEPBHC TMPOIAXK», «CEPBUC
COIPOBOXKICHUS», U «BHYTPEHHUH CEPBUCH.

YMeeT: 000CHOBaTh BEIOOP YCIYTH C YIETOM MOTPEOHOCTEH KIIMEHTA.
3HaeT: GOpMBI U METOABI OpPraHMU3aluK OOCITY)XMBaHHS, MOKa3aTeIH
3¢ GeKTUBHOCTH CEepBUCHOU eI TEILHOCTH OpTraHM3aINH;
COCTABIISIIOIIME  3JCMEHTHl KauyecTBa OOCHYXKHBAaHUS KJIMCHTOB,
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

BBIOODY).

Kpurepun onenku:

1. TlepeuncieHbl OCOOCHHOCTH CEpPBHCHON JEATEIBHOCTH B
COOTBETCTBHH C TPAJULMSAMH CTPaHbl — | Oami.

2. TlepeunciieHbI BUIBI CEPBUCHO AEATEIBHOCTH — | Oa.

3. Jlana KkpaTkas XapaKTepHCTHKa OpraHU3alMii CEpPBHCHOU
JeATENBHOCTH Ha TIPUMEpe OJHOHN yciayrd — 1 Gas.

4. OGo3HaYeHbl MEPCICKTUBHBIC HAIMPABICHUS CEPBHUCHOM
JeaTenbHoCTH — 1 GaI.

3 | CamocrostenbHas paboTta (Ha BBIOOD)

3anoyiHUTE TAONIHUIY:
Bug ycnyru

XapaKkTepucTuka

Kpurepun onenkn:

1. TlepeuucieHbl OCHOBHBIC BHIbI YCIYT, JaHa HUX KpaTKas
XapakTepucTuka — 1 Oam.

2. TlepeuucneHbl OCHOBHBIC BHIBI YCIOYT, JaHa HX IOJHASI
XapakTepucTHKa — 2 Oana.

XapaKTePUCTHKY OCHOBHBIX COCTABISIOIIMX KOHTAKTHOH 3OHBI;
mpaBuia OOCHY)KMBaHUS TOTpeOMTENel B  KOHTAKTHOW 30HE,
OCOOCHHOCTH OpraHM3allid KOHTAKTHOH 30HBI Ha MPEIIPHUITHIX
CepBHca B 3aBUCHMOCTH OT BUIA U THIIA YCIyT.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaliu
CePBHUCHOIl  [EATEIBHOCTH, B  MOJACIBHOW  CHTyallMH  AaTh
KOHCYJIBTAIIUIO 10 PETOCTABIAEMOil yciyre.

VYmeer: ¢popmyanpoBaTs TpeGOBaHHS K COCTABJISIOIIMM KOHTAKTHOI
30HBI ((PU3UUECKUM YCIOBHSAM, KOMMYHHKATHBHON KOMIIETEHTHOCTH
nepcoHana, npodecCHOHANM3My  IepcoHana);  (GopMyaHpoBaTh
HaNpaBJICHUS  COBEPIICHCTBOBAHHMS  CEPBUCHOW  JIESTENHHOCTH
OpraHu3alliy B MOACIBHOW CUTYAIHH.

BrnageeT: TexXHOJNOTHEH MPOCKTUPOBaHHMS KOHTAKTHON 30HBI Ha
NPEIPUATAHH CEPBHUCA.

KonrponbHoe MeponpusTue 1o pazaeny — 9-15 6amuios

1) 3agmaHMe Ha  BOCHPOM3BEICHHE: HA  HU3JIOKEHUE
TEOPETHYECKOTO Bompoca (OIeHUBAIOTCS: MoyHoTa (3 Oana),
Hanuuue npumepoB (3 0Oajna); MakCUMalbHOE KOJIHYECTBO
6aiIoB - 6)

IIpumep 3aganus:

Hanwmmre pasBepHyThiii oTBeT mo Teme «Kaccudukarus
YCIIyT: MaTepUaNIbHbIE YCIYTH U UX XapaKTePUCTHKA»
Kpurepuu onenku:

Kpurepuit basiel
MOJTHOTA U3JI0KEH U3JI0KEH
IIOJIHOCTHIO IIPEUMYIIECTBEHHO
3 Gamna 2 Ganna
MIPUMEPHI 3 mpumepa 2 mpumepa
WUTIOCTPUPYIOT WLTIOCTPUPYET
TEOpEeTHYECKUe TEOpeTHYECKUe
MIOJI0KEHHUSI MIOJIOKEHHUS
3 bayuta 2 bayuia

2) 3aaHue Ha IOHHIMaHUE; MAKCUMAaTbHOE KOJIMIECTBO OaJIOB —
9.

Ipumep 3amanus:

«Ha mpuMepe KOHKpETHOH MOTPeOHOCTH KIIMEHTA OpraHU3aluu
cdepsl cepuca (Ha BbIOOP) 000CHYHTE BBIOOP YCIYrH W JaiiTe
KOHCYJIbTALUIO 110 YCIIyTe».

Kpurepun oneHku:

1. TlpuBenéuHas opranusaims oTHOCHTCS K cepe cepBuca — 1

IlepedyeHs TeM /15t BOCTIPOU3BEICHUS:

Knaccupukanus BUAOB yciayr

Buns! 1 hopMBbI CEpBUCHOM AEATENBHOCTH

XapakTepucTuKa OCHOBHBIX BHJOB CEPBUCHBIX YCIYT
MarepuaibHble yCIyTu

CounanabHO-KyIbTypHBIE YCIYTH

KauecTBo cepBUCHBIX yCcIyT

Iokazatenu 3¢ HEeKTHBHOCTH CEPBUCHON JIEITEILHOCTH OpTraHU3allin
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

Oa.

2. OmnucaHa KOHKpETHas MOTPEOHOCTh KiMeHTa — 2 Gasuia.

3. Ycnyra monoOpaHa B COOTBETCTBHH C HOTPEOHOCTBHIO
KJIMeHTa — 2 Oasia.

4. OmpeneneH Bua yciyru — 1 6am.

5. Jlana mompoOHas/KpaTkas XapaKTepPHUCTHKA
COOTBETCTBHH C BUIOM — 2 Oasa/l 6am.

6. PexoMeHIAIMK KJIMEHTY MOCJIeA0BaTeIbHbBI — | Oal.

yCcIyru B

Texyummii KoHTpoJIb M0 pa3aeny «KauecTBo 1 moka3zareau 3¢

CKTHBHOCTH cepnncnoﬁ ACATECIbHOCTH

1 | AyauropHas pabora

O1ieHUBAETCS KOJMUYECTBO MPABIIBHBIX OTBETOB 00YYAIOIIEroCs
Ha  3aHATUM  (BKJIOYas  JOMOJHHUTEIBbHBIE  BOIMPOCHI,
ITOCTABJIEHHBIE B MTPOIIECCE 3AHATHS)

2 Gamna

® TIOJHBIA, JIOTHYHBIH OTBET HA MPAKTHUYECKOM 3aHATHH 10
OMHOMY W3  BOMPOCOB, H3JIO0XKEHHbIE  3aKOHOMEPHOCTH
HLTIOCTPUPOBAHBI IPUMEPAMH U3 CEPBUCHOMN JIESITENLHOCTH,

® BBINOJNHEHBI  BCE  3aJaHUss  MPAKTUYECKOH  paboTsl,
MIPOIEMOHCTPHPOBAHBI OTIEPAIMH TOHMMAHHMS, aHAIN3a, OTIEHKH,
MIPUMEHEHHUSI, BBIBOJIBI OTPaXaroT TEOpEeTHIECKHE
3aKOHOMEPHOCTH.

1 Oamn

e OTBET Ha TPAKTHYECKOM 3aHATHH  CTPYKTYPHPOBAH,
M3JI0KEHBI  OCHOBHBIE 3aKOHOMEPHOCTH (JOTOJIHEHHE IO
BOIPOCAM MPAKTHYECKOTO 3aHSTHS);

BBIIIOJIHEHBI BCE 3a/1aHus MPaKTUYECKOU paboThL,

IPOACMOHCTPUPOBAHBI OTICpALIMU ITIOHUMAHUs, aHaJIn3a.

2 | CamocrosrtenbHas pabota (00s3arenbHbIe POPMBI)

Ha npumepe KOH(IMKTHON CUTyallud B IPOLECCE CEPBUCHOTO
B3aUMOJICHCTBYSA aiiTe peKOMEHAAlMY 110 €€ Pa3peLICHHUIO.
Kpurepuu ouenku:

o OrmmcanHas cHUTyanus SBIAETCS KOH(GIMKTHOM (menoBoit
KOH(QUINKT), yKa3aHa e€ mpuuuHa — 1 6a.

o CdopmynupoBaHHEIE pEKOMEHAalMU
pa3peleHuio KOHQIUKTHON cutyanuu — 1 Gasmi.

CITOCOOCTBYIOT

3 | CamocrostenbHas paboTta (Ha BBIOOD)

Omummre 0COOSHHOCTH CEPBUCHOTO B3aUMOJCHCTBHI B
TpolLecce JTNYHOM MPOIaXH YCIIyTH.
Kpurepun oneHku:

1. TIlepeumcieHo He MeHee 3-X
0COOEHHOCTEH JIMYHBIX MPoAax — 1 Oas.
2. OnwucaHbl TUMBI PaOOTHHUKOB CEPBUCHOW OpraHU3alUH U
norpeduteneit o pemérke P.braeika-/[x.Moyron— 1 6ann.

3. TlpuBenmeHbl THUNBI TOBEACHHS NPOIABHOB(IIOMONIb U
MOJIICPIKKA, BOMIPOCHUTENILHOE, MOSICHUTENILHOE, TOHUMaHus) — 1
Oa.

4. OtMedeHbl

KOMMYHUKAIITUOHHBIX

npuémbl, mnoBblaonme 3)EeKTHBHOCTH

KauecTBo cepBuCHBIX ycimyr
D¢ (heKTHBHOCTD CEPBUCHOI JESITENBHOCTH OpraHn3aliu

OOpazoBaTenbHble PE3YJIBTATHI:

3HaeT: OCOOCHHOCTH CEpPBHCHOW JeATeNbHOCTH B Poccuiickoit
Denepanuu U 3a pyOeXOM; UCTOPHIO PAa3BUTUS CEPBUCA; OCHOBHBIC
TEHACHIINM COCTOSHHS M Pa3BUTHA pPHIHKA yCIyr B Poccuiickoif
Qenepanuy; 3apyOeXHBI  ONBIT  OpraHusanud  3(QexTHBHOro
(YHKIIMOHUPOBAHHS CEPBUCHOM AESATEIHHOCTH.

Brmazeet: TexHOMOTHEH NPOEKTUPOBAHMS CEPBUCHON AEATEIPHOCTH Ha
OCHOBE PE3yJIbTAaTOB U3YyYECHUS] 0COOCHHOCTE! KIMEHTOB.

3HaeT: MOHATHE «yCIyTa», KIacCH(HUKAINIO yCIyT, CBOHCTBA YCIYT;
HOHATHE M CYLUIHOCTh CEPBUCHOIl AEATENbHOCTH, BHIbI CEPBHCHOMI
JEATEIFHOCTH; CYIHOCTh KINEHTOOPHEHTHPOBAHHBIX TEXHOJOTHUH B
CEpPBUCHOM JEATENHOCTH; IOHATUS «CEPBUC IPOJAXK», «CEPBUC
COTIPOBOKACHUS», U «BHYTPECHHHUH CEPBHCY.

Ymeer: 000CHOBaTh BEIOOP YCIYTrH ¢ Y4ETOM MOTPEOHOCTEH KIIMEHTA.
3HaeT: GOPMBI M METOABI OPTaHM3ALNH OOCITY)KUBAHHS; ITOKA3aTEeIH
3¢ GEKTUBHOCTH CepBUCHOMN JIeSITeIbHOCTH OpraHu3aluy;
COCTaBIIONIME DIEMEHTHI KadecTBA OOCIHY)KHBAaHHS KJIHEHTOB;
XapaKTePUCTUKY OCHOBHBIX COCTABISAIOIIMX KOHTAaKTHOH 3O0HBI;
mpaBmia  oOCIHyXMBaHHMS TOTpeOHTenelf B  KOHTAaKTHOH  30He,
O0COOCHHOCTU OpraHM3allud KOHTAKTHOH 30HBI Ha MPENIPUATUIX
cepBHca B 3aBUCHMOCTH OT BHJa ¥ THIA YCIIyT.

YMeeT: paboTaThb B «KOHTaKTHOH 30HE» Kak cdepe peanusaliu
CepPBUCHOIl  NEATENbHOCTH; B  MOAGNBHONM  CHTyaIliM  JaThb
KOHCYJIBTALIUIO 110 TIPEIOCTABIAEMOI1 ycyre.

VYmeer: GopMyaHpoBaTh TpeOOBaHHUSA K COCTABISIOIIMM KOHTaKTHOIT
30HBI ((PU3MUECKUM YCIOBHSAM, KOMMYHHMKATHBHOH KOMIETEHTHOCTH
mepcoHana, IpodeccHoHAmM3My — HepcoHama);  (OpMYIHpPOBATH
HAllPaBJICHUS  COBEPLICHCTBOBAHMSA  CEPBUCHOW  JIESTEILHOCTH
OpraHHU3alliH B MOAEIBHON CUTYaIHH.

Bnaneer: TexHosoruell MpPOEKTHPOBaHMsS KOHTAKTHOM 30HBI Ha
TPEMIPUATHH CEePBHCa.
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Hampasnenne noarorosku: 43.03.01 CepBuc
Hanpagnennocts (npoduib): «DUHAHCOBBII CEpPBUC)
Pabouas nporpamma jucuuinHbl «CepBUCHAS AESATEIBHOCTDY

JIMYHOW TpoAaxu (MOTEPSHHOE TMPEUMYIIECTBO, MOJBEICHUC
WTOTOB,  MOJpa3yMEBacMOE  COIVIaCHe,  OECIPOMTPHILIHAS
albTepPHATHBA, TOCICTHES  BO3paXKEHHE, MPEUMYLIECTBO
rocJeIHe MUHYTHI) — 1 Gasu.

KonTtponbHOE MeponpusThe 1o pazaeny — 9-15 damios

1) 3amaHne HA  BOCIPOU3BEICHHE: HA  HU3JIOKCHUC
TEOPETUYECKOro BOIpoca (OIEHUBAIOTCA: MmoiiHOTa (3 Oaa),
Hanpuue npuMepoB (3 Oajua); MakCUMallbHOE KOJHMYECTBO
6aI0B - 6)

Ipumep 3amaHus:

Hamummre pa3BepuyTsiii oTBeT 1o Teme: «KauecTBo cepBucHOi
JeATSITHBHOCTI

Kpurepun onenkn:

Kpurepuit baiel
HOJIHOTA U3J105KEH U3JI0KEH
MIOJTHOCTBIO MIPEUMYIIECTBEHHO
3 Gamna 2 Gamna
MIPUMEPHI 3 mpumepa 2 mpumepa
WUTIOCTPUPYIOT WUTIOCTPUPYET
TEOpEeTHIECKHE TEOpeTHIECKHe
HOJI0XKEHUS TIOJIOKEHHS
3 bama 2 banna

2) 3aj1aHle Ha MOHUMAaHUE: MAKCUMAIIbHOE KOJIMYECTBO OAJIIOB -
9.

IIpumep 3apnanusa: «Ha mpumepe KOHCYJIBTallMOHHOW YCIYTH
OXapakTepu3yiTe e€ Mmoka3aTeln KaueCcTBa U BO3MOXKHOCTH €ro
OTIpEICIICHHS.

Kpurepun oneHku:

1. TIpuBeneHbl XapaKTEPUCTHKH YCIYI'H, COOTBETCTBYIOIUE
KOHCYyNbTanmu — 1 6asmr.

2. JlaHo ompeesieHHe KauecTBa KOHCYIbTallMOHHOM yciyru — 1
Oamr.

3. TlepeuncneHpl TOKa3aTeNd KavyecTBa, COOTBETCTBYIOIINE
KOHCYNBTAIIHOHHON yciyre — 1 Ga.

4. CdopMynrpoBaHbl KPUTEPUH, IO KOTOPHIM MOXKHO OIICHUTH
rokasareny KadecTa — 3 Gasuia.

5. TlpenoxeH HHCTPYMEHT OIICHKH Ka4yecTBa
KOHCYJIbTAlMOHHOM ycIyrm © omnucana ero ¢opma B
COOTBETCTBHH C 3asBJICHHBIMU KpUTEpUsIMH — 3 GaJuia.

IlonsTust:

«IMYHAS TpOJaXka», «IPE3CHTALUsI YCIyr», «KOHTAaKTHAs 30Ha»,
«CEpBHCHOE  B3aMMOJCHCTBUE», «CTEPEOTUMHU3AIU, «(HAKTOPHI
YIOBJIETBOPEHHOCTH/HEYIOBIETBOPEHHOCTH IIpeI0CTaBICHUEM
YCIYTH», «Ka4eCcTBO YCIyru (OOCHY)KHBAHUS), «CBOWCTBO YCIYTH
(00cmyXUBaHUS )», «IOKa3aTellb KauecTBa ycIuyrd (0OCIyKHBaHUSA)Y,
«Ka4eCTBO HCIIOJIHCHUS] YCIYTW», «KAueCTBO pPe3yiabTaTa YCIyThy,
«BpeMs O0CITY)KUBAHUS», «CPOK HCIIONHEHHS YCIYTH», «IOKA3aTeln
3 PEKTHBHOCTH CEPBUCHOM JEATEIBHOCTIY, «(DOPMBI 00CTYKUBAHUS

TeKymm‘fl KOHTPOJIb 110 pasaejnay «COBpemem-loe COCTOSIHHUE U NEPCNEKTUBHbIC MHHOBAIIUH B cepBucnoﬁ JAECATCJIBHOCTH)

1 | Ayauropnas pabota

O11eHUBAETCs KOIMUYECTBO MPABUIBLHBIX OTBETOB 00YJAOIIEr0oCs
Ha  3aHATHM  (BKJIIOYas  JOTOJHHTENBHBIE  BOIMPOCHI,
MTOCTABJICHHBIE B ITPOIIECCE 3AHATHS)

2 Ganna

OCO0EHHOCTH MPEANPHHUMATEIBCKOH CEPBUCHOMN EATEILHOCTH
CepBHC ¥ HHTEHCUBHbIE TEXHOJIOTHU B CEPBUCHOM J1EATEILHOCTH

OO0pazoBaTenbHbIE PE3YIIBTATHL:
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. TOJIHBIN, JIOTHYHBIA OTBET Ha MPAKTUYECKOM 3aHSITHH
[0 OJHOMY M3 BOIIPOCOB, H3JI0KEHHBIE 3aKOHOMEPHOCTH
WIUTIOCTPUPOBAHBI IPUMEPAME U3 CEPBUCHOM JIEATENBHOCTH;

. BBIIIOJIHEHBI BCE 3aJaHMs IPAKTHYECKOM paboThI,
[POJIEMOHCTPUPOBAHBI OTIEPAIIMH TOHUMAHHS, aHAJIN3A, OLICHKH,
NPUMEHEHUS, BEIBOJIBI OTPaKAIOT TEOPETHYECKHE
3aKOHOMEPHOCTH.

1 6amn

. OTBET HA IMPAKTHYECKOM 3aHSATHH CTPYKTYPHPOBAH,
U3JI0KEHBI  OCHOBHBIE 3aKOHOMEPHOCTH  (JONOJHEHHE IO
BOIIPOCAM MPAKTHYECKOTO 3aHATH);

BBIIIOJIHEHBI BCE 3a/aHUS  IPAKTHYECKOM
MPOJIEMOHCTPUPOBAHBI OIIEPAIIMH TIOHUMAHUS, aHAJIM3A.

paboTsl,

2 | CamocrostenbHas pabota (00s3aTenbHbIe (OPMBI)

Ha mnpumepe KOHKpeTHOTO BHAA YCIYTH OXapaKTepu3yhTe
HMHTEHCUBHBIE TEXHOJIOTUH CEPBUCHOH NEATEIbHOCTH.
Kpurepun onenkn:

1. OmnucaHbl XapakTepUCTHKU YCIYT'H, COOTBETICTBYIOLIUE €&
Buay — 1 Gamn.

2. OxapaxTepu3oBaHbl WHTEHCUBHbIE (OPMBI U METOABL,
WCTIONb3yeMble B TEXHOJIOTHH TPEIOCTABICHUS 3asBICHHOM
yeayru — 1 Gar.

3 | CamocrostenbHas pabota (Ha BBIOOD)

Kak paccuutbiBaeTcst MpuObLIb OT OKa3aHusa yciayru (1 6amn) u
ee HM3MEHEHHE 3a cueT u3MeHeHus 1eH (1 Oamn), oObema
oka3biBaeMbIX yciyr (1 Oamn), camxenus 3arpar (1 Oamn).

3HaeT: OCOOSHHOCTM CEpPBHCHOW jesTensHOCTH B Poccuiickoit
@enepanu U 3a pyOeXOM; UCTOPHIO PAa3BUTHS CEPBHCA; OCHOBHBIE
TCHJCHIIMUA COCTOSHHS M pa3BUTHS pPbIHKAa ycuyr B Poccuiickoit
Odenepanyu;  3apyOCKHBI  ONBIT  OpraHu3anu  3PEHEKTHBHOTO
(YHKIIMOHUPOBAHHS CEPBUCHOM JEATENHEHOCTH.

Bnageer: TexHomorneil mpoeKTUPOBAHUS CEPBUCHOM AESITEIFHOCTH HA
OCHOBE PE3yJbTATOB U3YYCHUSI 0COOCHHOCTEH KIMEHTOB.

3HaeT: MOHATHE «yCIyra», KiIacCH(UKaIMIO YCIYyr, CBOMCTBa YCIYT;
MOHSTHE M CYIIHOCTh CEPBHCHON JEATEIBHOCTH, BHJBI CEPBUCHOU
JEATeNbHOCTH; CYIIHOCTh KIMEHTOOPHEHTUPOBAHHBIX TEXHOJOTHH B
CCPBHUCHOIl JICATENHHOCTH; TOHITUS «CEPBUC IPOJAXK», «CEPBUC
CONPOBOKACHHS», U «BHYTPEHHHUH CEPBHCH.

Ymeer: 000CHOBaTh BEIOOP YCIYTH ¢ Y4€TOM NOTPEOHOCTEH KITMEeHTA.
3Haer: (HOPMBI U METOABI OpPTaHM3AIlMU OOCTYKHBAHUS,; MOKa3aTeln
3 PEKTHBHOCTH CepPBHUCHOM JIeATSIBHOCTH OpTaHU3aIlNY;
COCTaBILIIOIIME DJEMEHTHl KadecTBa OOCIYXHBaHHs KIHEHTOB,;
XapaKTePUCTHKY OCHOBHBIX COCTABJISAIOIIMX KOHTAaKTHOW 30HBI;
mpaBuWia OOCITY)KMBaHUS TOTpeOMTENell B  KOHTAKTHOW  30HE,
O0COOCHHOCTH OpraHM3allMd KOHTAKTHOH 30HBI HAa MNPEANPHUSITHIX
CepBHCa B 3aBHCUMOCTH OT BHJa U THIIA YCIIYT.

VYMeeT: paboTaTh B «KOHTAaKTHOW 30HE» Kak cdepe peanusaliiu
CepBHCHOI  JEATENBHOCTH; B  MOJAGNBHOH  CHTyallMd  JaTh
KOHCYJIBTAIHIO 110 IPEJIOCTaBIIEMOH yCiyre.

Ymeer: GopMynmupoBaTh TPeOOBaHUS K COCTABIISIOIINM KOHTAaKTHOW
30HbI ((PU3UUECKUM YCIOBHUSAM, KOMMYHHKATHBHOH KOMIETEHTHOCTH
nepcoHana, NpodecCHOHATH3MYy  IepcoHana);  (OpMyIHPOBATh
HarpaBJICHUS COBCPIICHCTBOBAHUS CCpBI/ICHOﬁ JACATCIIBHOCTU
OpraHu3alyy B MOJIEIBHOM CHTYaIHH.

Brnageer: TexHONOTHEH TNPOEKTUPOBaHHMS KOHTAKTHOM 30HBI Ha
IPEANPUIATHH CEPBHCA.

KonrponbsHOE MeponpusTHe 1o pazaeny — 9-15 6amios

1) zamanue Ha moHuManue: CIPOEKTHPYHTE CEPBUCHYIO
JeATeIbHOCTh Ha OCHOBE PE3yJIbTAaTOB U3y4eHHs 0COOEHHOCTEH
KIIMEHTOB. MakcHuMalbHOE KOJTHIeCTBO 6aymuioB — 15.

Kpurepun oneHku:

OnucaHa KOHKPETHAsI CUTYallUs C YKa3aHUEM:

. pasmepa u Bua (OB) IeSATEIBHOCTH OpraHu3anuu — 1 6asmr;
e  OCHOBHBIX XapaKTEPHUCTHUK YCIIyT opranuzanuu — 1 6an;

e  IIeJeBOM TpyNIbl KJIMEHTOB (IIOJa, BO3pacra, I0Xona MU
HWHBIX 3HAYMMBIX XapaKTepPUCTUK) — 1 Oam;

o pe3yabTaTOB HM3Y4eHHUS OCOOCHHOCTEH IEeNeBOW TPYIIIbI
(3THOKYNBTYPHBIX, PEIMTHO3HBIX, UCTOPHYECKUX) — 1 Oart

O6ocHOoBaHa HEOOXOAMMOCTh TPOEKTUPOBAHUS CEPBHCHOMN

Ilepeuens TeM 111 BOCIIPOU3BEACHUS:

Pa3ButHe cepBUCHON AesATEIBHOCTH

Pa3BuTHE TOrUCTUUECKOTO CEPBHCA

XapakTepucTuKa PhIHKA YCIYT U (GakTOphl ero opMUPOBAHUS
MapKeTUHIOBblE, ~ SKOHOMHUYECKHME€ M  (MHAHCOBBIE  ACIHEKTBHI
(GYHKIIMOHUPOBaHMS NPEANpPUATHI cepBuca B Poccuiickoii ®eneparmu
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JeATETbHOCTH B COOTBETCTBUU C OCOOCHHOCTSIMH KIIUSHTOB — 3
Gamta

OO00CHOBaHBI, UCXO/S U3 CUTYAIUU:

e (haKTophl, OMpPENCNAIONINE MOTPEOUTETBCKOE MOBEICHUE
HCXOJIs M3 OCOOCHHOCTEH 1esIeBOW Tpymmbl — 1 Oa;

®  XapakTepUCTHKH  YCIAyrH ¢ ydeTroM  (hakTopos,
OTIPEICISAIONINX TOTPEOUTENBCKOE TTOBeIcHHE — 2 Garuia;

® pe3ynbTaThl ydeta (pakTOpOB B BBHIOOpE METONIOB U (Gopm
obOcmyxuBanus — 1 Ga;

® pe3ynbTaThl ydeTra (PAaKTOPOB B ONPEIHCICHUM MPABHI
00CITy)KUBaHHS KJIMEHTOB — 1 Gaiu;

Hana omeHka (mporHO3) pE3YIBTATUBHOCTH MACUCTBUU TI0
IIPOCKTUPOBAHUIO  CEPBUCHOM  JEATEIbHOCTH HAa  OCHOBE
PEe3yNIBTaTOB H3YYEHHUS 0COOCHHOCTEH KIMEHTOB B IPUBEICHHOM
cutyauu — 3 Oauia.

IToHsTUS: «CEPBUCHOE IPABOOTHOIIEHUE», «JOrOBOP B CEPBUCHOH
JEATEIbHOCTHY, «MHHOBALUA», «MHHOBALIMOHHBIN UKID), IULEH3HD,
«cepTudUKanUDY

IIpomesxyTodHas aTTecTarys

[pexncTaBieHsl B (OH/IE OIIEHOYHBIX CPENICTB ISl HPOMEKYTOUHON aTTECTAIMH 110 JUCIHILIMHE
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